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THE INFLUENCE OF BASIC SERVICES, ADVANCED SERVICES, COSTS, 
LOYALTY PROGRAMS ON CUSTUMER SATISFACTION AND 
CUSTOMER LOYALTY BANK BCA 
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Banking growth is now increasingly competitive, especially in Surabaya. Banking 
competition judged by the quality of services provided to customers refer to basic 
services, advanced services, costs, and loyalty programs for customer satisfaction 
and loyalty. The aim of this study was to determine the influence of basic services, 
advanced services, costs, loyalty programs on customer satisfaction and customer 
loyalty in Surabaya BCA Bank. Descriptive analysis in this study using a 
questionnaire with 100 respondents from Bank BCA in Surabaya. The sampling 
technique in this study using purposive sampling. The calculation result of 
analysis in this study using partial least square (PLS). The results showed that the 
basic services a significant impact on customer satisfaction, advanced services 
not significant effect on customer satisfaction, cost significant effect on customer 
satisfaction, loyalty programs have a significant effect on customer satisfaction, 
and customer satisfaction has a significant impact on customer loyalty. 
 
Keyword :Basic Service, Advanced Service, Cost, Program Loyality, Customer 
Satisfaction, Customer Loyalty, Bank BCA  
 
 
 
 
 
 
